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Executive Summary

An outcomes measurement may be categorized in 4 areas: inputs, activity,
output, and outcomes. Inputs are the resources used such as staff and funds. Outputs are
the number of clients served. The benefits received by the clients describe the outcomes.
Outcomes may be measured through indicators, some of which are short-term, some are
long-term. Legal Services of Eastern Missouri is developing and tweaking the outcome
systems used by several projects in the program.

LSEM has setup outcome measurement systems for four projects: Children’s
Legal Alliance (CLA), Lasting Solutions, Mortgage Counseling, and United Way. In
developing the outcome measurement for these projects, we used a variety of different
setups. We have modified the Kemps Case management system to capture outcome
information in two of the projects. For one of the projects, we developed a separate
database in Access and linked it to the case management system.

The outcome system must be proactive instead of reactive. In the current
projects, we developed the outcome measurement to satisfy grant conditions. After a little
experience, it appears more thought and planning on what information would be needed
and how to gather it. Outcome measurement systems should be carefully planned and not
set up only for the current situation. The system should take into consideration future
expectations so the system could be more adaptable to other grants or conditions. Careful

thought and planning are required for long-term results.
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An outcomes measurement may be categorized in 4 areas: inputs, activity, output, and
outcomes. Inputs are the resources used such as staff and funds. Activities are the interventions
attempted, such as obtaining an Order of Protection for the abused partner or obtaining more
time to move for a housing client or getting a child back in the education system. Outputs are the
number of clients served. Outcomes are the benefits received by the clients. Outcomes may be
measured through indicators, some of which are short-term, some are long-term. If an abused
person learns through the process of obtaining an Order of Protection, that abuse is not
considered normal behavior; the cycle of violence may be broken. This interaction may alter
one’s behavior which in turn will improve the life style. Legal Services of Eastern Missouri is
developing and tweaking the outcome systems used by several projects in the program. We are
still in the testing and evaluation process.

Setup of Systems

LSEM is currently working on fine tuning outcome systems in 4 projects: Lasting
Solutions (Order of Protections), Children Legal Alliance, Mortgage Counseling, and United
Way. LSEM’s outcome gathering systems are set up in combination with our case management
system and separate databases that are linked to the case management system. The tables in the
case management system are linked to these additional tables to capture the information, which
allow access to any inputted information. With the gathered information, we are able to
ascertain what type of problems our clients are having and how our assistance is benefiting the
client and to what degree. For example we can now evaluate how many people remain in a safe

environment after an Order of Protection is obtained; how many families remain in a safe
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environment after a divorce or are new cycles started; and do children remain in school or do
they have other problems.
Modification of Case Management System

Each of the projects has a different level of modification, some simple, some more
complex by integrating several software packages.

When designing our outcomes gathering system for Mortgage Counseling and Children’s
Legal Alliance, we modified the Kemps Case Management system by adding a separate
intake/outcome screen for each project. In these outcome systems, a new table was created and
added to our case management system. The Mortgage Counseling and Children’s Legal Alliance
unit input information into these separate intake/outcome screens at various times during the case
cycle. The information is gathered and saved through the case management system. This type of
setup has proven useful in gathering outcome information. We are able to create data fields and
reports that are specific to our needs for a particular grant.

In contrast, the Lasting Solutions outcome system was developed using a separate
software package, Access, and linked to the case management system by the case number. This
database requires the user to open a database separate from the case management system. This
setup allows for reports to be generated either by gender and outcome or other information that is
gathered at the time of intake and at the time the outcome information is gathered. Reports are
generated to the various grantors in the fashion and setup desired. This outcome system is saved
under a different database than the case management system.

In the United Way outcome system, we depend only on information gathered through the
case management system. The information gathered is basic information such as address, race,

gender, type of problem. At the end of the case cycle, a main benefit is chosen by the case
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handler. The main benefit is a list that was generated by the case handlers. We are currently
working on fine tuning the Main Benefit portion of Kemps Caseworks to better provide this
grantor with additional outcome measurements.
Recommendation to Other Legal Services
A project assessment tool such as an outcomes measurement system is essential to
nonprofit programs and could be used effectively to obtain needed information. An outcomes
measurement system is essential to providing insight into what services clients need and how
effective the project is. In developing the outcome measurement system, careful thought and
consideration should be given. The system should be proactive instead of reactive. A study
should be conducted regarding what information may be needed and what or how to gather the
information. If careful planning and thought is put into the plan, the system may be adapted to
future uses and not narrowly confined to the information needed for a current grant.
Objective or Subjective
Obijective is defined as information that is uninfluenced by emotions or personal
prejudices, is based on observable phenomena and presented factually. In essence, objective
information is information where the numbers or stats or things that the database might "add up".
In contrast, subjective is defined as proceeding from or taking place in a person's mind, particular
to a given person.
Using the above definition, much of the information is objective as the information
revolves around a number. However, for some of the grants, the information is also subjective
because the information regarding how the clients benefited from the services is determined by

the staff member. A main benefit is chosen by the case handler with no input from the client

about what was the most important benefit.
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Whether the information would be subjective or objective was not considered at the time
of implementation. This area needs more tweaking and/or more thought as an outcome system is
an ongoing project. As more is learned and experienced, the system must be readjusted or
changed.

Data Definition and How Tracked

Children’s Legal Alliance (CLA)

Data for the study is collected at multiple times during and after representation of the
client. The information is separated onto three different pages of the database. The first, the
baseline page, is completed by CLA staff immediately after the initial interview with the client.
The purpose of collecting baseline information is to document the types of educational and
mental health issues that clients are facing at the time they seek help from CLA. The second,
services obtained page, tracks the types of educational, mental health, and other community
services CLA assists clients and their families in accessing. In addition, notes are made of any
systemic problems that were identified during the course of a case. The data for this page is
entered at the time that CLA closes the client’s case. Finally, the educational progress page is
designed to measure whether CLA representation is helping clients to attain lasting change with
respect to their educational performance. Specifically, CLA tracks whether clients are enrolled
in or completing educational programs, making progress in attendance, the number of classes
they are passing, and whether their incidence of behavior reports is decreasing. We track clients’
progress on these measures at four different times: the baseline semester (the semester before the
client requests CLA assistance), the referral resolution date semester (the semester that CLA
completes advocacy), the first full semester after the case is closed, and the second full semester

after the case is closed.
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Mortgage Counseling

The information inputted for Mortgage Counseling is basically information that is needed
to comply with grant requirements. Information is gathered at the end of the case cycle. We are
still experimenting and evaluating how we can improve this outcome system. Along with this
information, we also use the main benefit screen of the Kemps case management system. At the
end of the case cycle, a main benefit is chosen by the case handler.

Lasting Solutions (Social Work)

The outcomes system for Lasting Solutions is similar to the CLA. Information is
gathered at the time of intake, contact during the case cycle and then at the end of the case to
determine what benefit the client received from services. The outcomes system consists of five
screens. The first screen tracks information regarding the relationship of the abuser and if any
court documents were previously filed. The second screen basically documents if the client is in
a safe place and further documents information regarding the abuser. Client’s treatment history
is gathered in the third screen. These three screens contain information that is gathered right
after the acceptance of the case. The last two screens contain information that is gathered after
the case. These screens gather information to determine what benefits the client obtained
through services received.

Successful or Fruitful Intersections

The purpose of CLA’s in-depth analysis is to help CLA identify any changes in program
services delivery that are necessary, to identify larger systemic issues that need to be addressed
in order to assist clients, to identify trends in needs within CLA’s client population and to assist

with grant application efforts.
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Mortgage counseling hopes to review outcome data and use the information to improve
the program. In theory the data should be used for this purpose. However, currently it is used to
meet grant reporting requirements. With some refinements, this data will be used in long-range
planning.
The Lasting Solution’s outcome system is used to review the effectiveness of the project.
The primary goal of Lasting Solutions project is to enable victims of domestic violence, dating
violence, sexual assault and stalking to live safely and self-sufficiently as provided by civil court
orders. Data used in this outcome measurement system is an indicator of how successful our
clients are in breaking the cycle of violence. In addition, data is used to determine if any method
used should be changed or reviewed.
Advice To Other Programs
As LSEM has continued with refining our outcome systems, it seems apparent that the
system should allow for more than one “main benefit.” It is difficult to neatly fit the outcome of
a complex case into a single, narrowly defined main benefit category. For example, a client may
come seeking to prevent eviction from his/her apartment. Although the client may ultimately
lose the apartment, a variety of benefits were achieved for the client. The attorney may have
bought the client some time to relocate, negotiated a neutral reference from the client's landlord,
avoided or minimized a money judgment against the client, negotiated a payment plan for
outstanding back rent, etc. These are all important outcomes that should be recorded, but are not.
A single main benefit is chosen. Careful thought must be inputted into the process. Case
handlers as well as other staff play an important part in the process.
However, the information gathered is not the only obstacle. Funding for the system as

well as funding for adjustments and changes needed as the process develops is a great
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determinant. Without adequate funding, the process will not proceed as quickly or as well as it

could.
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HUD Counseling Outcome System Screens — Attachment 2
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Lasting Solutions (Social Work) Outcome System Screens — Attachment 3
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